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FCA Authorisations Division and APCC Liaison Meeting Minutes, Wednesday 
23rd May 2018, at the offices of the FCA, 25 The North Colonnade, London,  

 

 

 

Attendees: 
 
FCA:   

    
Nick Mears    Senior Manager, Lending and Intermediaries & Co-chair 
Kim Heffernan   Senior Manager, Lending & Intermediaries, Co-chair 

Pat Knox   FCA  
Azhar Rizvi   FCA 
Emma Krygier                                 FCA 
Sarah Becks   FCA 
Sandra Fernandez  FCA 
Michelle O’Brien  FCA 
Martin Butcher                               FCA 
Jag Kaur                                           FCA/ Minute Taker 
 
APCC: 
Ian Beardmore                               APCC Deputy Chairman and Authorisations Working Group Leader  
Nick Hawke   APCC CEO 
Ben Mason    APCC Member and Authorisations Working Group Member 
George Atkins    APCC Member and Authorisations Working Group Member 
James Borley                                  APCC Member and Authorisations Working Group Member 
Beverley Robertson   APCC COO/Minute Taker  
Gabby Holloway    APCC Membership Services Manager 

 

Agenda: 
Authorisations General Update  
Brexit  
Phoenixing by firms  
PSD 2  
Service mindset brief update  
Changes to Connect  
Cancellations  
AOB 
 
 

1. Brexit 

1.1 Azhar provided an update on his new role within the FCA authorisations team, and he will be 
overviewing the work on preparing for Brexit as it continues to take shape.  This includes 
engagement with the PRA (for dual regulated firms) 

1.2 Azhar advised it is a major focus for the FCA, and covered HMT’s intent around a temporary 
permission regime (TPR).  It is hoped legislation will be put before parliament in the summer.  It is 
suspected the entry into TPR will be by notification and hopefully won’t be a complicated 
authorisations process.   

1.3 It is expected that notifications will arrive prior to 29th March 2019, and in the 3 months prior to 
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this date.  The difficulty is that if a firm doesn’t have a branch in the UK, then the FCA are not aware 
of them, the information about these firms is difficult to know.  Therefore, the number of services 
firms who will look for authorisation is an unknown. 

1.4 Once a firm is in TPR, they will have the opportunity to seek to convert their temporary permissions 
into a permanent permission and this will require an application for authorisation.  They hope to 
make this process as uncomplicated as possible.  

1.5 Azhar advised some firms have already submitted applications, but firms are unable to be 
authorised legally under FSMA whilst there is an existing EU right.  They can be reviewed but no 
authorisation will be granted until the EU right ceases to exist. 

1.6 Firms are being advised to apply at a later stage when it is a clearer situation.  

 

2. Phoenixing 

2.1 Michelle O’Brien and Pat Knox provided an update phoenixing in High Risk and Complex 
Investments.  Nick provided a summary of the FCA’s stance on HR&CI and the work that the FCA 
are doing on this.  

2.2 They confirmed that they are working closely with the Treasury to increase their activities in this 
area.   

2.3 Pat confirmed that she is taking a career break in July, and Nick/Kim are taking over her role.  They 
are concerned about consumers who are losing large amounts of money, or firms going into default 
as they cannot pay a FOS award and have to go to the FSCS.  It was felt that some firms are taking 
on risks that they know will result in complaints further down the line, but the person looks to 
move to another firm before the complaint comes in.  

2.4 It is difficult to spot for the regulator and whilst it’s not a new problem, they are continuing to take 
it seriously and put resource into this.  Pat advised this has increased questions raised during 
authorisations and at cancellation.  She advised that member firms might see an increase in the 
scrutiny of these types of firms. 

2.5 Approved Persons and ARs may also come under additional scrutiny if they are involved with these 
products. 

2.6 Senior Managers & Certification Regime – Pat confirmed the Policy Statement on the extensions is 
due out in the summer (between June and Sept), and they are waiting for the Commencement 
Date from Treasury for solo firms [note this has since been confirmed as 9 December 2019 and the 
Policy Statement was published on 4 July]. They are aware firms need a lead in time to prepare for 
this.  Members are encouraged to attend the FCA roadshows, and they will be producing some 
‘Easy Guides’ on this as well. 

2.7 Pat also confirmed there will be another Policy Statement on the Directory (similar to the FCA 
Register) due to the feedback received from the industry, following the suggestion to remove a lot 
of information once the extension is implemented.  They will consult on the changes to the 
Directory, particularly around Certified Staff and other roles that are important to consumers (e.g. 
CF30s).  This won’t be extended to Payment Services firms as they do not fall within FSMA and the 
FCA can only oversee FSMA firms.  

3. Authorisations General Update 

3.1 Kim and Nick are moving across to APPM from July.  There are 4 new managers within the L&I 
department, but they are all internal so are aware of the work.  

3.2 They have also recruited more staff who are now 3 to 4 months in role, and the legacy cases are 
reducing massively.  Retail intermediary and Credit intermediary are now in a good number.  In 
Lending and Debt Management, (including P2P) they have less than 20 legacy cases, and they all 
have plans around them to completion.   
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3.3 Sarah Hayes is the new Head of Department.  [Note Ian Burrows is the new Senior Manager in L&I.] 

4. Delivering Effective Authorisations 

4.1 The change programme continues to be a focus of the FCA, organised under five different `value 
streams’.  The program has 1 year left, and the activities will then be ‘BAU’.  As part of the work, 
the Asset Management Hub has been set up and ensuring they learn and provide tailored support 
for credit intermediary firms and other areas as identified. 

4.2 Overall, the FCA are seeing increases in positive feedback in their authorisations surveys, and more 
feedback will be sought.   

4.3 The handbook has been improved as part of this work and should be easier for firms to use.  
Improvements on tagging and labelling to help users navigate the handbook.   

4.4 The 5 firm commitments are being closely monitored and have improved continually since October.  
The FCA want to meet the commitments in 100% of cases.   

4.5 Transition from Authorisation to Supervision – we are piloting an initiative wherefirms are followed 
up with a call one year after authorisation, in the Credit Broking and Asset Management sectors.  
The phone call covers a series of questions from the original application and they have a set of 
questions but are adapted depending on any additional information/returns submitted since. 

4.6 Calls started in April, and the FCA have found firms and consultants to be very engaged.  They are 
looking at risks in the sector and will also look at any business model drift from the authorisations 
regulatory business plan.  This pilot will run for 6 months.  Further feedback will be provided in 
future liaison meetings.  

 

5. Service Focus Mindset/Contact Centre Update 

5.1 The FCA is working with an external firm called Insights Discovery and they are identifying each 
person’s communications style and preference.  Each person has a profile built and any negative 
characteristics/blind spots are identified to help improve how staff communicate and interact 
internally and externally.  This work also involves learning about others’ communication styles and 
how best to engage with people with a different communication style.   

5.2 Click to Call within Connect – a box should pop up to give a ‘webchat’ option or it will ask the 
Contact Centre to call the user.  This has increased Connect-related calls as more firms are making 
contact. 

5.3 This will be rolled out into Gabriel, Chrysalis and ultimately on the website. 

5.4 Co-browsing is also being rolled out where the FCA will be able to show a firm live where they need 
to be looking at via the website. 

5.5 Intelligent Prompt – during a call, a prompt will flag up during the call to remind the caller on 
certain things, such as a return is due or there is a piece of information missing.   

5.6 Track my application – this will be a tracking system that will show what stage an application is at 
once it has been submitted and when the status of an application has been updated.  This should 
reduce the number of calls to the contact centre, as many calls are just around tracking their 
application. 

5.7 The APCC advised they are also looking at personality profiling, and that they are running courses 
on the same thing.  

 

6. Payment Services Update 

6.1 Sandra provided an update, following PSD2 they had 500 firms who needed to reapply for 
Authorisation, received 457 (43 didn’t apply).  There are 99 firms from that 500 that haven’t been 
reauthorized yet, need to be completed by 13th July deadline. 
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6.2 They are then looking at small firm’s payment institutions, who need apply by 12th October 2018, 
700 need to apply, and only 100 applications have been received so far.   

6.3 Aside from those they have 200 other applications e.g. account information services etc, 30 have 
been completed and 15 are just about to be authorised.   

6.4 The allocation time is approximately 6-8, and there are about 60 cases that are unallocated.  

6.5 There is a team of 15 people in this section now, so this is  a priority, this department have also 
utilised the flexible team to assist in the work. 

7. Changes to Connect 

7.1 The FCA have looked at making more items automated, and Mortgage and General Insurance (and 
the consumer credit element) will see a change to their connect system – the FCA are looking to 
ensure all the applications for these firms can be done via Connect, this will be live from 11th June 
2018.  This will include; - 

• User friendly experience 

• Not missing key information 

• Saving firms time 

• No downloading and uploading 

 

7.2 Connect will automatically update, the FCA are to provide an update on the start date, Nick to 
provide to the APCC for distribution. 

 

8. Cancellations 

8.1 Martin Butcher provided an update with the cancellations position.  The team has just come out of 
the busiest period of the year as the end of the financial year is 31st March, the WIP rose 
dramatically, around 80 receipts per week.  They received support from the flexible team, and the 
WIP is now down to 300 cases, with 32 unallocated.  It is believed there is no detriment to the firms 
at this stage from the increase in WIP 

8.2 There are some internal changes occurring, and applications should be dealt with more swiftly.  
There will be a move for firms to be able to submit a ‘Sensitive Business Names’ application online 
rather than manually, and this is expected to commence by the beginning of June.  The FCA will 
confirm once this is launched. 

8.3 Martin advised they are seeing a high level of consumer credit firms cancelling, and they are 
reviewing the themes of why, it is possibly the cost of regulation.  Many are becoming ARs but for 
some the cost versus the revenue (from credit activities) is causing many firms to withdraw from 
certain activities. 

8.4 The FCA are trying to ask more questions at the application stage and this has speeded up the 
cancellation process.  

9. AOB 

9.1 Nick mentioned the feedback they had received on the Approach to Authorisations, and they are 
working through the responses and thanked APCC for their feedback.   

9.2 Nick discussed the turnover of case officers as Authorisations/Contact Centre is a learning ground 
for the business, and they would like to resurrect a theme of ‘A day in the life of……’ case 
officer/compliance consultant. There could be a sharing of information from case officers and 
compliance consultants.  Nick is to contact Bev to move this forward.  

9.3 The FCA has developed a formal process around case handover, which will improve the experience 
for firms when a case officer is moving on. 

9.4 The APCC raised an issue where consultants were being cited on applications, but are not working 
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with the applicant and asked if this was showing up as a theme.  The FCA have not spotted this as a 
trend but will advise if that changes.  

9.5 KPIs were mentioned, the FCA confirmed they have been published but it was queried why they 
weren’t split into sectors and timescales specifically.  The APCC is to provide specific feedback on 
the KPIs and the requirements.  

9.6 The APCC raised the FCA taking over the management of Claims Management Companies, and it 
was suggested it would be good for the APCC to meet with the Accountable Executive for this work. 

9.7 It was agreed that Nick and Kim would continue to be our liaison points for these meetings going 
forward despite their change of roles. 

9.8 The FCA confirmed that they are moving from 23rd July to the new offices in Stratford.  The next 
meeting will be towards the end of September. 

9.9 The APCC asked if a new organisational structure chart could be made available.  

9.10 Ian advised that the APCC now have a relationship with Supervision and will ensure any cross over 
is raised in these meetings and confirmed that the APCC PSD 2 Working Group is ‘dormant’ for the 
time being.   

9.11 The APCC confirmed that the authorisations process has improved dramatically, and the experience 
was much more improved from previous years. 

9.12 The FCA advised there are 2 new managers in Wholesale from 14th June 2018. 

9.13 Asset Management Hub is working with the Department of International Trade, and the FCA 
mentioned their Asset Management conference on 12th June and asked us to make members 
aware and attend if they can. 

9.14 Forward agenda – FCA asked for items for the next agenda ahead of the next meeting. 

• Calls one year on. 

• BAU updates 

• CMCs could also form part of the next meeting 

 

Date of the next meeting; 1.30pm – 3.30pm, 3rd October 2018. 

 


